Federal  Quality 
Institute's 
Information 
Network 


Federal  TQM 
Database 
Users  Guide 


MAY  1991 


^o»*  •'"**», 


ju: 


i391 


UWtNTS  COLLECTION 
U.S,OeposrtonrCoP!( 


^°^  Z&**°* 


&' 


$ 


Federal  Quality  Institute 

Information  Network 

P.O.  Box  99 

Washington,  DC.  20044-0099 


US  DEPARTMENT  OF  COMMERCE 

Technology  Administration 

National  Technical  Information  Service 


On-line  Training  Program 

NTIS  offers  on-line  training  and  presentations  to  groups.  These  training  sessions  include  a  presentation  of  the  specifics  of 
the  database  (format,  content,  etc.);  an  explanation  of  searching  strategies  and  systems  commands;  and,  if  appropriate,  a 
"hands-on"  session. 

To  arrange  a  training  session,  contact  the  NTIS  On-line  Training  Coordinator, 
Office  of  Product  Management  at  (703)  487-4929. 

National  Technical  Information  Service 
5285  Port  Royal  Road 
Springfield.  VA  22161 
FAX  (703)  321-8547 


A  Call  for  TQM  Documents 

Any  database  is  only  as  good  as  the  information  it  contains.  To  build  up  a  substantive  collection,  we  are  urging 
Federal  agencies  that  are  in  the  process  of  implementing  TQM  to  review  the  documents  they  hold  and  submit 
them  to  the  FQI  for  inclusion  in  the  database.  The  documents  may  fall  into  the  following  categories: 

TQM  Management  Support 

Strategic  Planning 

Focus  on  the  Customer 

Employee  Training 

Employee  Recognition 

Employee  Empowerment  and  Teamwork 

Measurement  and  Analysis 

Quality  Assurance 

TQM  Implementation 

Performance  Management 

Case  Studies  of  TQM  in  Federal  Agencies 

Please  send  any  TQM-related  documents  you  wish  to  be  included  in  the  NTIS  database  to: 

The  Federal  Quality  Institute 

Information  Network 

P.O.  Box  99 

Washington,   D.C.   20044-0099 
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1 .   About  FQI 

An  Overview 

The  Federal  Quality  Institute  (FQI)  was  established  in  June 
1988.  Its  mission  is  to  promote  and  facilitate  the  implemen- 
tation of  Total  Quality  Management  (TQM)  throughout  the 
Federal  government.  TQM  has  proven  to  be  an  excellent 
strategy  for  organizations  that  want  to  improve  the  quality  of 
their  services.  As  President  Bush  has  stated,  'the  improve- 
ment of  quality  in  products  and  the  improvement  of  quality 
in  service-these  are  national  priorities  as  never  before."  To 
accomplish  its  mission,  FQI  provides  services  in  five  major 
areas. 


Services  Offered 

The  Institute  offers  TQM-related  services  to  Federal 
agencies  in  the  following  areas: 

•  Technical  assistance 

•  Awareness  briefings  and  seminars 

•  Research  and  publications 

•  Leadership,  guidance,  and  coordination 

•  Information  and  referrals 

Examples  of  major  activities  performed  in  these 
areas  are: 

•  Executive  Awareness  Seminars 

•  Start-up  Services 

•  Model  Projects 

•  Federal  Quality  Conferences 

•  Information  Center 

•  Awards  (President's  and  Quality  Improvement  Prototype) 

•  Publications 

For  more  information  about  these  activities,  contact  the  FQI 
Information  Center  at  (202)  376-3753. 


(a)  OPM's  Federal  Executive  Institute  (FEI)  and  Executive 
Seminar  Centers 

(b)  agency  headquarters,  regional,  and  field  locations,  as 
needed 

Questions  about  the  Information  Network  can  be  directed  to 
the  FQI  at  (202)  376-3753. 

Defense  Department  Partnership 

The  FQI's  Information  Network,  in  partnership  with  the  DOD 
Quality  and  Productivity  Information  Exchange  (QPIE), 
utilizes  the  Exchange's  electronic  bulletin  board.  This 
service  provides  a  timely  and  easily  accessible  way  of 
electronically  communicating,  to  all  Federal  organizations, 
information  on  quality  efforts. 

Commerce  Department  Partnership 

FQI  works  in  close  partnership  with  the  National  Technical 
Information  Service  (NTIS)  to  provide  access  to  Federal 
TQM  information.  The  focus  of  this  information  is  on  the 
practical  application  of  TQM  in  the  government. 

NTIS  is  a  centralized  information  service  that  acquires  and 
distributes  agency: 

•  publications  (including  TQM  reports,  studies,  newsletters, 
and  conference  proceedings) 

•  periodicals 

•  computer  datafiles 

•  compute  software 
This  partnership  lets  you: 

•  research  new  quality  improvement  techniques 

•  review  alternative  TQM  approaches 

•  benefit  from  lessons  learned  by  others 

•  stay  current  with  government-wide  TQM  implementation 
efforts 


FQI  Information  Network 

As  part  of  the  Institute's  efforts  to  promote  the  principles 
and  practices  of  TQM,  and  to  provide  information  services 
to  as  many  Federal  employees  as  possible,  the  Federal 
Quality  Institute  has  established  an  Information  Network. 
This  network  includes: 

•  a  centralized  database  of  case  studies,  articles,  and 
handbooks  focusing  on  the  practical  application  of  TQM 
in  government. 

•  an  electronic  bulletin  board  providing  timely  and  easily 
accessible  information  on  quality  efforts  to  all  govern- 
ment organizations. 

•  an  Information  Center  located  at  the  FQI,  providing 
referrals  and  information  on  TQM  from  its  collection  of 
articles,  books  and  videotapes. 

•  plans  to  promote  the  establishment  of  similar  TQM 
Information  Centers  located  at: 


2.   A  Word  About  NTIS 

In  1950,  Congress  directed  the  Commerce  Department  to 
operate  a  national  clearinghouse  to  collect,  store  and 
distribute  scientific,  technical  and  engineering  information. 
In  1970,  the  clearinghouse  was  reestablished  as  NTIS,  and 
information  in  business  and  statistics  was  added  to  the 
collection. 

Agencies  are  required  by  Public  Law  100-418  to  submit  to 
NTIS  training  material  developed  for  their  use  that  could 
have  application  in  the  public  or  private  sector.  The  NTIS 
collection  includes  materials  on  TQM.  In  addition,  Xerox 
has  submitted  to  NTIS  the  training  material  that  helped  it  win 
the  Baldrige  National  Quality  Award.  NTIS  will  seek  to 
acquire  similar  material  from  other  winners  of  the  Baldrige 
Award. 


NTIS  is  the  only  government  agency  that  deals  specifically 
with  all  aspects  of  information  and  information  products. 
Whether  these  are  printed  documents  or  in  an  electronic 
format  —  disks,  tapes  and  audio-visuals  —  NTIS  manages 
everything  from  permanent  archival  storage  to  distribution  of 
information. 


3.   Federal  TQM  Database 

Purpose  and  Objectives 

Through  daily  contact  with  our  agency  customers,  the  FQI 
has  become  aware  of  an  intense  demand  for  practical,  "real 
life"  examples  of  ways  the  government  is  implementing 
TQM  practices.  Case  studies  from  the  private  sector  are 
helpful  to  some  agencies,  but  most  can  better  relate  to 
organizations  in  the  public  sector  (federal,  state  and  local) 
that  are  practicing  quality  management.  Offering  this  type  of 
database  through  NTIS  enables  the  FQI  to: 

•  promote  the  principles  and  practices  of  TQM 

•  provide  total  quality  information  services  to  as  many 
Federal  employees  as  possible 

•  strive  for  1 00%  customer  satisfaction 

Benefits 

The  Federal  TQM  Database,  which  is  jointly  administered 
by  the  FQI  and  NTIS,  is: 

easy-to-access, 

a  centralized  resource, 

economical, 

government-specific,  and 

offers  practical  TQM  information 


4.   Document  Submission 

Sources 

Each  government  organization  is  strongly  encouraged  to 
submit  any  appropriate  documents  they  may  have  for  the 
TQM  database  (government  examples  and  case  studies 
only  —  see  Section  5  on  TQM  Subject  Categories).  FQI  has 
submitted  to  NTIS  documents  that  it  has  in  the  Information 
Center.  Combined  with  TQM  documents  already  in  the 
NTIS  database,  nearly  200  publications  are  available.  After 
the  4th  Federal  Quality  Improvement  Conference  in  June 
1991 ,  the  FQI  will  ask  government  organizations  and  TQM 
networks  to  contribute  additional  examples.    Your  help  is 
needed  in  making  this  a  useful  and  continuing  source 
of  information  on  TQM  throughout  the  government. 

While  the  primary  source  of  data  will  be  from  Federal 
agencies,  any  state  or  local  government  that  has  examples 
of  government  operations  that  have  begun  to  implement 
TQM  are  encouraged  to  contribute  to  the  database.  Case 
studies  from  universities  that  have  conducted  research  into 
the  practical  application  of  TQM  to  government  operations 
will  also  be  appreciated. 


Guidelines 

The  following  guidelines  will  contribute  to  the  quality  of  the 
material  in  the  database,  and  what  is  sent  to  requestors. 

•  For  newly  created  documents,  select  a  title  that  is 
descriptive  (customers  frequently  select  material 
based  on  title  alone). 

•  Any  customer  survey  instruments  subject  to  the  Paper- 
work Reduction  Act  must  have  proper  clearance  from 
OMB  prior  to  submission  to  FQI. 

•  NTIS  needs  a  high  quality,  legible  copy  of  each  docu- 
ment included  in  its  collection.  It  uses  this  "original"  to 
print  additional  copies,  as  requested. 

•  If  the  document  is  part  of  a  series  and  the  other  parts  are 
available  outside  NTIS,  provide  information  on  where  to 
find  them. 

•  The  publication  or  issue  date  should  appear  on  the 
document. 

•  If  the  item  supersedes  or  supplements  a  previous  one, 
please  note  this. 

•  Check  that  all  pages  are  printed  and  reproducible. 

•  Charts,  foldouts  or  maps  should  generally  be  avoided.  If 
they  are  used,  all  should  be  numbered. 

•  Any  color  used  in  illustrations  should  be  understandable 
when  reproduced  in  black  and  white.  NTIS  does  not 
have  color  reproduction  capability. 

•  Any  internal  agency  clearance  process  for  documents 
should  be  followed  prior  to  submission  to  the  FQI. 

•  Information  that  your  organization  considers  sensitive 
(e.g.,  quality  or  productivity  savings  data)  should  be 
deleted  from  the  document  prior  to  submission,  or 
limitations  in  distribution  should  be  indicated. 

•  Avoid  little-known  acronyms  and  abbreviations-unless 
you  spell  them  out. 

•  Items  written  by  U.S.  government  employees  while  on 
duty  usually  cannot  be  copyrighted.   If  an  item  written  by 
one  or  more  government  employees  is  copyrighted,  and 
the  fact  of  government  employment  is  not  noted  in  the 
book  or  article,  a  letter  affirming  the  status  of  the 
author(s)  as  a  government  employee  must  accompany 
the  document. 

•  Check  with  the  FQI  about  special  instructions  if  there  are 
plans  to  submit  magnetic  tapes  or  diskettes. 

•  All  reports  funded  by  DOD,  NASA  and  the  Energy 
Department  should  continue  to  be  sent  through  the 
appropriate  agency  information  center  or  facility  (i.e., 
Defense  Technical  Information  Center,  DOE  OSTI.  and 
NASA  STI  facility)  prior  to  submission  to  NTIS.   It  is  not 
necessary  to  send  these  documents  to  FQI. 


Submission  Options 

The  Federal  Quality  Institute  has  worked  with  NTIS  to  make 
the  document  submission  process  as  easy  as  possible.  FQI 
requests  only  one  copy  of  each  document;  the  Institute  will 
then  abstract,  copy  and  submit  the  material  to  NTIS.  If  you 
already  have  a  system  in  place  to  submit  documents 
directly  to  NTIS,  and  would  prefer  to  continue  to  do  so,  that 
option  is  also  available.  In  either  case,  the  data  will  become 
part  of  the  Federal  TQM  Database.  If  material  is  sent 
directly  to  NTIS,  then  the  following  additional  steps  need  to 
be  taken: 

•  complete  SF-298,  Report  Documentation  Page; 

•  fill  out  an  Accession  Notice  Card  (NTIS-79);  and 

•  forward  a  master  and  10  printed  copies. 


Sample  Database  Record 

FQI  provides  NTIS  with  complete  information  describing 
the  documents  it  submits.  NTIS  enters  this  information 
into  the  bibliographic  database.  A  typical  example  of  the 
type  of  citation  contained  in  the  database  is  shown  in 
Appendix  A. 


5.  TQM  Subject  Categories 

Table  1  illustrates  the  type  of  TQM  information  that 
agencies  have  indicated  that  they  are  interested  in 
receiving.  The  database  will  only  be  as  good  as  the 
information  that  is  contributed.  To  build  a  substantive 
collection,  agencies  in  the  process  of  implementing 


Table  1 

Example  of  TQM  Subject  Categories 


•     TQM  MANAGEMENT  SUPPORT 

•     MEASUREMENT  AND  ANALYSIS 

Directives 

Quality  Measures 

Material  Demonstrating  Support  (e.g.,  memos,  proclama- 

Cost of  Quality 

tions) 

Efficiency  Measures 

Support  Structures  (e.g.,  Quality  Councils,  Boards.Teams) 

Effectiveness  Measures 

Vision  Statements  and  Guiding  Principles 

Issues  in  Measuring 

•      STRATEGIC  PLANNING 

Types  of  Analytical  Tools/Techniques 

Strategic  Plans  (agency  level) 

•     QUALITY  ASSURANCE 

Business  Plans  (division/office  level) 

Contractor  Certification  Programs 

•      FOCUS  ON  THE  CUSTOMER 

Methods  for  Designing  Quality  Products/Services 

Customer  Surveys  (instruments  only  -  no  data) 

Methods  for  Controlling  Processes 

Information  on  Other  Methods  (e.g.  focus  groups) 

Methods  for  Ensuring  Compatibility/Standardization 

"Partnership"  Relationships  with  Suppliers 

•     IMPLEMENTATION  (GENERAL) 

•      EMPLOYEE  TRAINING 

TQM  Self-assessment  Models 

Training  Courses 

Managing  Change 

Quality  Awareness 

Removing  Barriers 

Problem  Solving 

Guides,  Manuals,  Handbooks 

Tools  &  Techniques 

Cultural/Climate  Surveys 

Facilitator  Training 

Suggested  Site  Visits 

Executive  Training 

•     GLOSSARY 

Manager  and  Supervisory  Training 

•     PERFORMANCE  MANAGEMENT 

Teamwork  Training 

Awards 

How  to  do  a  Needs  Analysis 

TQM  Performance  Elements  in  Executives'  Appraisals 

Training  Plans  and  Strategies 

Team-based  Recognition 

•      EMPLOYEE  RECOGNITION 

Awards 

General 

Gainsharing 

TQM  Newsletters 

Other  Incentive  Programs 

Contractor  Recognition 

Performance  Appraisals 

•      EMPLOYEE  EMPOWERMENT  AND  TEAMWORK 

Examples  of  Elements  and  Standards 

Union  Agreements 

Examples  of  Executive  Elements  and  Standards 

Team  Formation  and  Operation 

•     CASE  STUDIES  OF  TQM  IN  FEDERAL 

Work  Re-design 

AGENCIES 

Improvement  Teams 

Should  be  considered  under  all  categories,  and  should 

Re-vitalized  Suggestion  Systems 

includelessons  learned". 

Networks 

TQM  are  urged  to  submit  to  FQI  documents  that  fall 
under  the  subject  categories  below.  As  you  update  this 
material  (e.g.,  strategic  plans),  please  send  a  copy  to  the 
Institute.  Through  the  cooperative  efforts  of  Federal 
agencies,  this  database  can  provide  an  invaluable  source  of 
information  on  TQM. 


6.  Access  to  NTIS  Database 

Where  to  Go  for  Assistance 

The  Federal  TQM  Database  (part  of  the  NTIS  Database) 
can  be  accessed  through  your  local  agency  or  community 
libraries,  if  they  subscribe  to  a  commercial,  on-line  informa- 
tion service.  Table  2  provides  a  listing  of  these  commercial 
information  services,  along  with  phone  numbers  and 
addresses. 

Alternatively,  you  can  call  NTIS  at  (703)  487-4929  and  ask 
for  brochure  PR-827,  if  you  have  questions  about  how  to 
access  the  system. 


Fees  to  Access  the  Database 

Thje  fee  for  accessing  data  will  vary,  but  is  not  prohibitive. 
For  example,  one  service  charges  $1 .40  per  minute  and 
$0.65  per  full  record  (i.e.,  author,  title  and  abstract).  Some 
libraries  may  absorb  this  cost,  but  most  pass  at  least  some 
on  to  the  customer.  It  is  important  to  note  that  this  fee 
covers  access  to  the  database  only,  and  that  there  will  also 
be  a  modest  charge  for  copies  of  any  documents  requested 
(except  those  provided  by  FQI — see  the  section  on  docu- 
ment retrieval  sources  for  details). 

Software  and  Equipment  Requirements 

Your  agency  library,  community  library  or  local  university 
may  already  subscribe  to  one  or  more  commercial  informa- 
tion services.  If  this  is  not  the  case,  you  can  contact  a 
vendor  and  establish  your  own  account.  You  may  also  want 
to  set  up  an  account  if  you  plan  to  be  a  frequent  user  of  the 
database.  A  list  of  these  services  is  provided  in  Table  2. 
Many  of  these  information  services  are  searchable  in  menu 
format.  By  simply  answering  queries  presented  by  the 
service,  solutions  to  your  questions  will  come  quickly  and 


Table  2 

Commercial  Information  Services 


Abbreviation       Company 

Abbreviation 

Company 

Abbreviation 

Company 

BIOSIS            BIOSIS  Connection 

DATA-STAR 

DATA-STAR 

■  NISC 

National  Information 

21 00  Arch  Street 

485  Devon  Park 

Services  Corp. 

Philadelphia,  PA 

Drive,  Ste.  110 

31 00  St.  Paul  Street, 

19103-1399 

Wayne,  PA  19087 

Suite  6 

(800)  523-4806 

(800)221-7754 

Baltimore,  MD  21218 

In  Pennsylvania 

In  Pennsylvania 

(301)243-0797 

(215)587-4847 

(215)687-6777 

OCLC 

OCLC 

BRS                BRS  Information 
Technologies 
A  Division  of  Maxwell 
Online 

8000  Westpark  Drive 
McLean,  VA  22102 

DIALOG 

DIALOG  Information 

EPIC 

6565  Frantz  Road 

Services,  Inc. 

3460  Hillview  Avenue 

Dublin,  OH  43107-0702 
(800)  848-5878 

Palo  Alto,  CA  94304 
(800)  334-2564 

ORBIT 

In  Ohio  (800)  848-8286 
ORBIT  Search  Service 

(800)  345-4277 

ESA/IRS 

ESA/IRS 

A  Division  of  Maxwell 

In  New  York 

Via  Galileo  Galilei 

Online,  Inc. 

(518)783-1161 

00044  Frascati  (Rome), 
Italy  (39/6)941801 

8000  Westpark  Drive 
McLean,  VA  22102 

CISTI               Canada  Institute  Sceintific 
&  Technical  Informaiton 
National  Research 
Council  of  Canada 

DIALINE 
MRI 

Mitsubishi  Research 

Institute 

Time  &  Life 

Building,  306 

Otemachi  2-Chome 

Chiyoda-Ku,  Tokyo, 

Japan 

FAX  (03)  279-1308 

(800)  456-7248 
In  Virginia 
(703)  442-0900 

Ottawa,  K1 A  9S2, 

Canada 

(613)993-3791 

SilverPlatter 

SilverPlatter  Information,  Inc. 
37  Walnut  Street 
Wellesley  Hills,  MA  02181 

(800)  343-0064 

NERAC 

NERAC,  Inc. 
One  Technology  Drive 
Tolland,  CT  06084 
(203)  872-7000 

STN 

STN  International 
2540  Olentangy  River  Road 
Columbus.  OH  43202 
(800)  848-6533.  in  Ohio  and 
Canada  (800)  848-6538 

easily.  Little  or  no  training  may  be  necessary.   In  addition, 
many  of  these  services  allow  you  to  continually  receive 
information  any  time  new  material  becomes  available. 

To  access  the  NTIS  database  through  a  commercial 
information  service,  you  will  need  the  following: 

a.  a  personal  computer  or  a  dumb  terminal; 

b.  an  internal  or  external  modem  with  a  300.  1200,  or  2400 
baud  rating; 

c.  a  communications  software  package  (almost  any  ASCII- 
coded  communications  software  package  compatible 
with  your  personal  computer); 

d.  a  standard  phone  line;  and 

e.  access  to  a  telecommunications  network  (networks  vary 
depending  on  the  commercial  information  service 
selected). 

7.   Sample  Searches 

The  following  searches  are  examples  of  how  to  approach 
typical  questions.  The  subject  categories  listed  in  Table  1 
(Section  5)  will  give  you  an  idea  of  some  areas  in  which  you 
can  conduct  searches.  The  information  services  vary  as  to 
the  particulars  of  keying  in  search  words.  As  item  14, 
"subject  terms."  in  Appendix  A  illustrates,  a  document  can 
be  accessed  using  different  words.  The  sample  searches 
below,  therefore,  show  in  a  general  sense  only  how 
someone  might  conduct  a  search. 

Question  1: 

I've  just  been  designated  TQM  coordinator  for  my 

agency.  How  do  I  get  started? 

•  Search  for  Total  Quality  Management  implementation 
plans. 

Question  2: 

To  identify  our  organization's  strengths  and  weak- 
nesses, and  to  determine  our  readiness  to  implement 
TQM,  what  can  I  do? 

•  Search  for  TQM  self-assessment  models. 

Question  3: 

I'm  the  training  officer  for  my  organization,  and  we  are 
developing  a  TQM  training  plan.  What  types  of  TQM 
training  are  other  Federal  agencies  doing? 

•  Search  for  TQM  training  plans  and  strategies. 

Question  4: 

What  are  some  ways  we  can  measure  how  well  we  are 

satisfying  our  customers? 

•  Search  for  TQM  customer  surveys. 

Question  5: 

Should  we  involve  our  union  in  the  TQM  effort? 

•  Search  for  TQM  guides,  manuals  and  handbooks. 


Question  6: 

Are  there  any  agencies  who  have  successfully  begun  to 
implement  TQM  from  whom  we  can  learn? 

•  Search  for  TQM  case  studies. 

8.  Information  Announcements 

Electronic  Bulletin  Board 

Any  Federal  agency  in  the  U.S.  can  access  the  QPIE 
bulletin  board  by  dialing  a  local  or  toll-free  number.  To 
provide  immediate  access  to  the  bulletin  board,  new 
members  are  registered  on-line  the  first  time  they  use  the 
system.  To  participate  in  the  network,  you  only  need  to 
know  the  proper  telephone  number  and  sign-on  procedure. 

Documents  on  quality-related  topics  are  stored  in  the 
system,  and  are  cataloged  by  author,  category  and  selected 
keywords.  These  documents  may  be  issued  to  all  members 
as  bulletins,  sent  to  specified  members  only  as  mail,  or 
retained  within  the  system  for  future  reference.  This  system 
is  intended  to  complement,  not  duplicate,  the  NTIS  Data- 
base holdings. 

The  bulletin  board  will  also  announce  recent  additions  to  the 
Federal  TQM  Database.  This  provides  a  cost-effective 
alternative  to  conducting  a  search  of  the  NTIS  system  for 
updates  to  the  TQM  collection. 

For  a  copy  of  the  QPIE/FQI  Bulletin  Board  Users  Guide,  or 
if  you  need  assistance,  please  contact  the  Federal  Quality 
Institute's  Information  Center  at  (202)  376-3753. 

Bibliographic  Catalog 

NTIS  will  publish  semi-annually  a  bibliographic  catalog  of  all 
TQM  documents  in  the  database.  This  service  complements 
direct  access  to  the  NTIS  database  and  periodic  notification 
of  new  holdings  through  FQI's  electronic  bulletin  board.  This 
catalog  will  identify  the  title,  author,  date,  agency,  order 
number  and  cost  of  the  document.  A  complete  abstract  of 
the  document  will  also  be  provided.  To  place  your  office  on 
the  mailing  list,  contact  the  FQI  at  (202)  376-3753. 

9.  Document  Retrieval  Sources 

GPO,  NTIS,  and  FQI 

All  documents  that  form  the  Federal  TQM  Database  are 
listed  in  the  NTIS  system,  so  that  a  centralized  search  can 
be  made. 

Each  document  that  you  select  will  be  available  from  one  of 
three  sources.  Which  source  depends  on  the  type  and  size 
of  the  document: 

•  GPO  -  Large,  preprinted  documents  (i.e.,  the  Federal 
TQM  Handbook  series) 

•  NTIS  -  Mid-size  documents 

•  FQI  -  Small,  1  to  2  page  documents 


The  majority  of  the  documents  in  the  database  can  be 
obtained  through  NTIS.  The  Federal  TQM  Database  will 
indicate  the  specific  ordering  source  for  all  documents. 
There  will  be  a  fee  for  material  procured  from  the  first  two 
sources;  no  fee  will  be  charged  for  documents  provided  by 
the  FQI. 

NTIS  offers  materials  to  its  customers  in  both  printed  and 
microfiche  format.  Libraries  maintaining  large  information 
collections  often  order  the  microfiche  version.  Documents 
from  the  TQM  Database  available  from  the  GPO  or  FQI  are 
in  printed  format  only. 


How  to  Order 

The  Federal  TQM  Handbook  series  can  be  ordered  from 
GPO  by: 

Contacting  their  warehouse  directly  at  (301)  953-7974. 

There  are  several  options  for  customers  ordering 
documents  from  NTIS: 

a.  Telephone. 

Call  (703)  487-4650.  The  NTIS  sales  desk  is  available 
between  8:30  a.m.  and  5:30  p.m.,  Eastern  time.  TDD  for 
the  hearing-impaired  can  be  reached  at  (703)  487-4639. 

b.  Mail. 

Orders  should  be  sent  to  NTIS,  Springfield,  VA  221 61 . 

c.  FAX  or  Telex. 

FAX  —  (703)  321-8547.  For  assistance,  call  (703)  487- 
4679.  You  can  get  order  forms  to  speed  your  order  by 
calling  (703)  487-4650  and  asking  for  brochure  PR-OFA/ 
827. 

Telex  —  89-9405  (domestic)  or  6461 7 
(international). 

d.  On-line  through  commercial  information 
companies. 

e.  Direct  access  into  the  NTIS  order  system  using  a 
personal  computer. 

With  QuikSERVICE  you  may  place  your  order  directly  into 
the  NTIS  order  system,  so  you  avoid  the  mail  order  delay. 
The  $3  handling  fee  is  waived  for  all  orders  placed  with 
QuikSERVICE.  For  more  information  and  an  application, 
call  (703)  487-4650  and  ask  for  brochure  PR-846/827. 

Additional  information  about  ordering  from  NTIS,  including 
rush  services,  price  schedules  and  discounts,  is  available  in 
Appendices  B  and  C. 


Documents  can  be  ordered  from  the  FQI 
Information  Center  by: 

Calling  the  Center  directly  at  (202)-376-3753  between  9:00 
a.m.  and  3:00  p.m.,  Eastern  time. 

How  to  Pay 

Your  agency  may  pay  for  documents  provided  by  NTIS 
any  of  the  following  ways: 

a.  Credit  card. 

American  Express,  VISA  or  MasterCard. 

b.  Check  or  money  order. 

This  should  be  payable  to  NTIS  in  U.S.  dollars. 

c.  NTIS  Deposit  Account. 

This  convenient  service  allows  easy  ordering  by  tele- 
phone, on-line  or  mail;  an  account  number  to  simplify 
ordering;  the  ability  to  direct  dial  orders  by  a  microcom- 
puter, and;  special  forms  to  speed  an  order  through 
NTIS. 

To  obtain  information  about  the  deposit  account  pro- 
gram, call  (703)  487-4064  and  ask  for  brochure  PR-33/ 
827. 

d.  Purchase  order. 

Add  $7.50  to  the  total  order  (U.S.,  Canada  and  Mexico 
only). 

A  $3  handling  fee  per  order  applies  to  orders  from  the 
U.S.,  Canada  and  Mexico.  For  other  countries,  the 
handling  fee  is  $4  per  order. 

Orders  for  foreign  destinations  are  subject  to  foreign 
prices.  Customers  outside  the  U.S.,  Canada  and  Mexico 
may  find  it  more  convenient  to  order  from  one  of  NTIS' 
representatives  listed  in  Appendix  D. 

Documents  provided  by  GPO  may  be  paid  by  the  same 
methods  as  NTIS  offers  (except  the  NTIS  Deposit  Ac- 
count). 

Material  requested  from  the  FQI  Information  Center  is 
provided  free  of  charge. 

Turnaround  Time 

The  following  are  estimated  timeframes  from  receipt  of  an 
order  to  shipment: 

•  NTIS  -  3  to  10  days;  faster  if  special  rush  order 

•  GPO  -  3  days,  except  for  purchase  orders,  which  take 
about  7  days 

•  FQI  -  2  to  3  days 
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Appendix  B 

Rush  Services  and  Additional  Information 


How  to  Speed 
Your  Order 

Rush  Order  Service 

Technical  report  rush  orders  are  guaranteed  to  be  ready  for 
shipment  just  24  hours  after  NTIS  receives  the  order  and 
sent  First  Class  mail  or  equivalent  service.  Add  $12  to  the 
price  of  each  title  (Air  Mail  to  Canada  and  Mexico  is 
included).  For  customers  outside  the  U.S.,  Canada,  and 
Mexico,  add  $14.50  (Air  Mail  postage  is  additional,  see 
page  39). 

To  order,  call  (800)  553-6847.  In  Virginia  or  outside  the 
U.S.,  call  (703)  487-4650.  Charge  to  an  NTIS  Deposit 
Account,  American  Express,  VISA,  or  MasterCard. 

Express  Order  Service 

Technical  report  express  orders  are  guaranteed  to  be  ready 
for  shipment  just  24  hours  after  NTIS  receives  the  order  and 
delivered  by  overnight  courier  to  most  U.S.  cities.  Add  $22 
to  the  price  of  each  title  and  $5  for  each  additional  copy  of 
the  same  title.  This  service  is  not  available  outside  the 
United  States. 

To  order,  call  (800)  553-6847.  In  Virginia,  call  (703)  487- 
4650.  Charge  to  an  NTIS  Deposit  Account,  American 
Express,  VISA,  or  MasterCard. 

Computer  Product  Rush  Service 

Computer  product  rush  orders  are  guaranteed  to  be 
processed  by  NTIS  within  five  business  days  and  delivered 
by  overnight  courier  to  most  U.S.  cities.  Add  $50  for  each 
title  ordered  in  magnetic  tape;  $25  for  each  title  with  ten  or 
fewer  diskettes;  or  $50  for  each  title  with  more  than  ten 
diskettes.  This  service  is  only  available  in  the  U.S.,  Canada, 
and  Mexico. 

To  order,  call  (800)  553-6847.  In  Virginia,  call  (703)  487- 
4650.  Charge  to  an  NTIS  Deposit  Account,  American 
Express,  VISA,  or  MasterCard. 


Local  Delivery  &  Pickup 

Courier  Service 

In  the  Washington,  D.C.,  metropolitan  area,  rush  or  regular 
service  orders  can  be  delivered.  Fees  start  at  $1 1 ,  depend- 
ing on  the  customer's  location.  For  more  information,  call 
(703)  487-4650. 

Pickup  Service 

Orders  may  be  picked  up  at  the  NTIS  Bookstore  at  5285 
Port  Royal  Road,  Springfield,  Virginia  (I-495,  exit  5  west) 
between  8:30  a.m.  and  5:30  p.m.  The  $3  handling  fee  is 
waived.  Customers  may  also  use  the  Bookstore  to  identify 
needed  information. 


Additional  Information 

Order  Numbers 

All  NTIS  orders  are  processed  using  the  NTIS  order 
number.  Always  use  this  number  to  speed  your  request.  It  is 
provided  in  each  NTIS  information  citation. 

If  you  do  not  have  an  order  number,  NTIS  can  provide  one  if 
you  have  a  complete  title.  Write  or  call  the  NTIS  Identifica- 
tion Department,  (703)  487-4780.  A  limit  of  three  titles  will 
be  identified  by  telephone.  Help  is  available  from  8:30  a.m. 
to  5:00  p.m.  Eastern  time. 

Prices 

Prices  are  usually  identified  with  a  price  code.  To  convert 
price  codes  to  a  dollar  amount  see  Appendix  C.  To  get 
additional  price  schedules,  call  (703)  487-4650  and  ask  for 
brochure  PR-360-3/827  for  U.S.,  Canada,  and  Mexico.  For 
other  countries,  ask  for  brochure  PR-360-4/827. 

Handling  Fee 

A  $3  handling  fee  per  order  applies  to  orders  from  the  U.S., 
Canada,  and  Mexico.  For  other  countries,  the  handling  fee 
is  $4  per  order. 

The  handling  fee  does  NOT  apply  to  rush,  express,  NTIS 
QuikSERVICE,  or  pick-up  orders  or  to  subscriptions  or 
SRIM  (Selected  Research  in  Microfiche). 

Postage  and  Shipping 

Orders  are  sent  First  Class  or  equivalent  in  the  U.S.  Orders 
to  other  countries  are  shipped  surface  mail. 
Air  Mail  is  available  for  $3.50  per  report  to  Canada  and 
Mexico  and  $7.50  per  report  to  other  countries. 

Tracing  an  Order 

If  you  have  questions  about  your  order,  write  or  call  NTIS 
Customer  Services  at  (703)  487-4660  between  8:30  a.m. 
and  5:30  p.m.,  Eastern  time. 

NTIS  usually  processes  your  order  within  3  to  10  days  of 
receipt.  Please  allow  sufficient  time  for  mail  delivery  before 
inquiring  about  your  order. 

Discounts  for  Technical  Reports 

A  25  percent  discount  is  available  for  most  documents  if  5 
or  more  copies  of  a  single  title  are  ordered  at  the  same  time 
and  shipped  to  the  same  address.  Discounts  are  greater  for 
more  than  100  copies,  call  (703)  487-4650. 

Library  Discount 

Academic  libraries  can  receive  a  10  percent  education 
credit  on  orders.  Call  NTIS  Customer  Service  at  (703)  487- 
4660  for  information. 


Refund  Policy 

NTIS  does  not  permit  return  of  items  for  credit  or  refund.  A 
replacement  will  be  provided  if  an  error  is  made  in  filling  your 
order,  if  the  item  was  received  in  damaged  condition,  or  if 
the  item  is  defective. 

Holiday  Openings 

The  NTIS  Sales  Desk,  Bookstore,  and  Customer  Services 
are  open  from  8:30  a.m.  to  5:00  p.m.  Eastern  time  on  four 
Federal  holidays:  Martin  Luther  King,  Jr.'s  Birthday, 
Washington's  Birthday,  Columbus  Day,  and  Veterans  Day. 


Charge  your  order! 

(703)  487-4650 
8:30  a.m.  to  5:30  p.m.,  ET 


VISA 


Order  by  phone  or  FAX  for  fastest  service! 
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Appendix  C 

NTIS  Price  Schedules 


NTIS  generally  uses  price  codes  to  indicate  the  cost  of  items  sold.  The  following  schedules  convert  these 
codes  into  actual  1991  prices. 


For  Customers  in  the  U.S 

.,  Canada,  and 

Mexico 

Standard  Prices 

Except 

ion  Prices 

"A"  Codes 

"E"  Codes 

Price 

Price 

Code 

Price 

Code 

Price 

A01 

$8.00 

E01 

$10.00 

A02 

11.00 

E02 

12.00 

A03 

15.00 

E03 

14.00 

A04  through  A05 

17.00 

E04 

16.50 

A06  through  A09 

23.00 

E05 

18.50 

A10th 

•ough  A13 

31.00 

E06 

21.50 

A14  through  A1 7 

39.00 

E07 

24.00 

A18  thi 

ough  A21 

45.00 

E08 

27.00 

A22  through  A25 

53.00 

E09 

29.50 

A99 

Call  NTIS 

E10 

32.50 

for  price 

E11 
E12 
E13 
E14 

35.00 
38.50 
41.00 
45.00 

"N"  Codes 

E15 

48.50 

Price 

E16 

53.00 

Code 

Price 

E17 

57.50 

N01 

$60.00 

E18 

62.00 

N02 

59.00 

E19 

69.00 

N03 

20.00 

E20 
E99 

80.00 

Call  NTIS 
for  price 

Microcomputer 

Magnetic  Tape 

Diskettes 

"T"  Codes 

"D"  Codes 

Price 

Price 

Code 

Price 

Code 

Price 

T01 

$165 

D01 

$50 

T02 

220 

D02 

80 

T03 

340 

D03 

130 

T04 

450 

D04 

180 

T05 

560 

D05 

230 

T06 

670 

D06 

280 

T07 

780 

D07 

330 

T08 

890 

D08 

380 

T09 

1,000 

D09 

430 

T10 

1,110 

D10 

480 

T11 

1,220 

D11 

530 

T12 

1,330 

D12 

580 

T13 

1,440 

D13 

630 

T14 

1,550 

D14 

680 

T15 

1,660 

D15 

730 

T16 

1,770 

D16 

780 

T17 

1,880 

D17 

830 

T18 

1,990 

D18 

880 

T19 

2,100 

D19 

930 

T99 

Call  NTIS 

D99 

Call  NTIS 
for  price 

for  price 

For  Customers  outside  the  U.S. 

,  Canada, 

and  Mexico 

Standard  Prices 

Except 

on  Prices 

"A"  Codes 

"E"  Codes 

Price 

Price 

Code 

Price 

Code 

Price 

A01 

$16.00 

E01 

$20.00 

A02 

22.00 

E02 

24.00 

A03 

30.00 

E03 

28.00 

A04  through  A05 

34.00 

E04 

33.00 

A06  through  A09 

46.00 

E05 

37.00 

A10  through  A1 3 

62.00 

E06 

43.00 

A14  through  A1 7 

78.00 

E07 

48.00 

A18  through  A21 

90.00 

E08 

54.00 

A22  through  A25 

106.00 

E09 

59.00 

A99 

Call  NTIS 

E10 

65.00 

for  price 

E11 
E12 
E13 
E14 

70.00 
77.00 
82.00 
90.00 

"N"  Codes 

E15 

97.00 

Price 

E16 

106.00 

Code 

Price 

E17 

115.00 

N01 

$75.00 

E18 

124.00 

N02 

75.00 

E19 

138.00 

N03 

40.00 

E20 
E99 

160.00 
Call  NTIS 
for  price 

Microcomputer 

Magnetic  Tape 

Diskettes 

"T"  Codes 

"D"  Codes 

Price 

Price 

Code 

Price 

Code 

Price 

T01 

$330 

D01 

$100 

T02 

440 

D02 

160 

T03 

680 

D03 

260 

T04 

900 

D04 

360 

T05 

1,120 

D05 

460 

T06 

1.340 

D06 

560 

T07 

1.560 

D07 

660 

T08 

1.780 

D08 

760 

T09 

2.000 

D09 

860 

T10 

2.220 

D10 

960 

T11 

2,440 

D11 

1,060 

T12 

2.660 

D12 

1,160 

T13 

2.880 

D13 

1,260 

T14 

3.100 

D14 

1,360 

T15 

3.320 

D15 

1,460 

T16 

3.540 

D16 

1,560 

T17 

3.760 

D17 

1,660 

T18 

3.980 

D18 

1,760 

T19 

4.200 

D19 

1,860 

T99 

Call  NTIS 

D99 

Call  NTIS 
for  price 

for  price 
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Appendix  D 


International  Cooperating  Organizations 

NTIS  is  represented  in  many  countries  around  the  world  by  local  organizations.  These  representatives  ensure  that  NTIS  clients  in  those  countries 
receive  fast  and  efficient  service  when  transacting  business  with  NTIS.  They  offer  the  convenience  of  accepting  payment  in  local  currencies  and  can 
resolve  any  order-related  problem.  These  representatives  may  also  serve  as  a  channel  for  non-U. S.  information  acquisitions. 


ARGENTINA 

•os  Asociados  S  A 
Mr  Daniel  B  Koretzky 
Belgrano333.  1/34 
1642  -  San  Isidro. 
Buenos  Aires.  ARGENTINA 
PHONE   742-1466.  747-6944 
FAX  54- 1-1 1-2206  or  743-6461 

AUSTRALIA 

INFO-LINE 

Overseas  Document  Delivery 

235-243  Jones  Si  .  Broadway 

NSW  2007,  AUSTRALIA 

PHONE  282-1614 

FAX  61-2-282-1640 

AUSTRIA 

WWKGesm  bh 
Unke  W.enzeile  4/1/6 
A-1060  Vienna.  AUSTRIA 
PHONE  568-303 
FAX   587-4214 

BOLIVIA 

Direccion  General  de  Normas  y 
Tecnolgia 

Lie  Consuelo  Ballivian  de  Avila 
Directors.  SITI 
Casilla  Postal  4430 
La  Paz.  BOLIVIA 
PHONE  37-20-47.  37-73-09 
TLX  3259  Dl  COMEX  BU 

BOTSWANA 

The  Botswana  Technology  Centre 
Private  Bag  0082 
Gaborone.  BOTSWANA 
PHONE  314161 
FAX  267-374-677 

BRAZIL 

PTI  Ltda 

Mr  Pierre  Grossmann 

Rua  Peixoto  Gomide.  209 

01409  Sao  Paulo  -  SP.  BRAZIL 

PHONE  257-1640 

FAX  55-11-258-8442 

CANADA 

Micromedia  Limited 

Mr  Gary  Gibson 

165  Hotel  de  Ville 

Place  du  Portage  II 

Hull.  Ouebec  J8X  3X2  CANADA 

PHONE   770-9928 

FAX  819-770-9265 

CHILE 

INTEC/CHILE 
orary 
PO  Box  19002 
Santiago  19.  CHILE 
PHONE  228-2083 


CHINA,  PEOPLE'S 
REPUBLIC  OF 

Institute  of  Scientific  &  Technical 

Information  of  China  (ISTIC) 
Mr  Ge  Songxue 
PO  Box  3827 
Beijing.  100038  CHINA 
PHONE  801-4020 


COLOMBIA 

COLCIENCIAS 

Division  de  Bibfcoteca  y  Documen- 
taoon 

Mrs  Isabel  Forero  de  Moreno 
Apartado  Aereo  051  580 
Bogota.  D  E  .  COLOMBIA 
PHONE  274-0660.  274-0004 
FAX   57-1-274-4460 
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FAX    57-1-288-3520 
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Mrs  Maria  Eugenia  de  Restrepo 

Apartado  Aereo  52621 

Medellm,  COLOMBIA 

PHONE   230-4948 

TLX  65018  ARGOS  Attn:  ICPC 
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Centro  de  Informacion  Tecnologica 

Ms.  Flora  Jimenez 

Apartado  1-59 

Cartago  7050.  COSTA  RICA 

PHONE:  51-63-43.  51-53-33  X  2262 

TLX  8013ITCRCR 

CYPRUS 
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Bureau 

Mr.  Charles  Glover 
P.O.  Box  2098 
Nicosia.  CYPRUS 
PHONE:  31 1333 
FAX  3572-311433 

DOMINICAN  REPUBLIC 

INDOTEC 

Ing.  William  Calderon 
Apartado  Postal  329-2 
Santo  Domingo,  DOMINICAN 
REPUBLIC 
PHONE  566-8121  thru  29 

ECUADOR 

CENDES 
Ing  Marco  Ibarra 
Apartado  5833 
Guayaquil.  ECUADOR 
PHONE:  307-628,  308-500 
TLX:  3603  CENDES  ED 

Centro  de  Info  Tecnica  y  Cientifica 
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02150  ESPOO  15.  FINLAND 
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FAX  358-0-455-4073 
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Mrs.  Ulrike  Keil 

D-7514  Eggenstein-Leopoldshafen  2. 
GERMANY 
PHONE  7247-808  300 
FAX:  49-7247-808-666 

HONDURAS 

Universidad  Nacional  Autonoma  de 
Honduras 
Centro  de  Inlormacion  Industrial 
Ms  Patricia  Duron 
Tegucigalpa,  D.C.,  HONDURAS 
PHONE:  32-55-57,32-22-08  x  114 
TLX:  1289UNAHHO 
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FAX:  91-44-470-649  (Mark  "Attn 
Haripriya,  863-938') 
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FAX:  91-44-834-590 
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P.O.  Box  360.  Seshadripuram 
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PHONE    344-598 

FAX:  91-812-344-598 
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Pusat  Dokumentasi  dan  Informasi 
llmiah  (PDII) 
Mrs  Mursi  Sutarti 
P  0  Box  269/JKSMG/88 
Jakarta.  12790  INDONESIA 
PHONE  583-465/6 
TLX:  62875 

ISRAEL 

National  Center  ol  Scientific  and 
Technological  Information  (COSTI) 
P  O.  Box  43074 
Tel  Aviv  61430.  ISRAEL 
PHONE  492-040 
FAX  972-3-492-033 

ITALY 

Diffusione  Edizioni  Anglo-Amencane 

Librene  Internazionale 

28  Via  Lima 

00192  Roma.  ITALY 

PHONE  (06)855-1441 

FAX  39-6-854-3228 

JAPAN 

Mitsubishi  Research  Institute  Inc. 
(MRI) 

NTIS  Manager 
Time  and  Life  Building 
3-6  Otemachi  2-chome.  Chiyoda-ku 
Tokyo  100.  JAPAN 
PHONE  277-0523 
FAX  81-03-279-1308 
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Dr  Yousef  Nusseir.  Director 

Computer  Systems  Department 

PO  Box  925819 

Amman,  JORDAN 

PHONE   844701/9 

FAX  862-6-844806 

KOREA 

Korea  Institute  for  Economics  and 
Technology 

Information  Resources  Division 
Ms  Sukyoung  Kim 
P  O  Box  205.  Cheongryangri 
Seoul.  KOREA 
PHONE:  962-621 1.  966-6501 
FAX  822-962-4702 

LESOTHO 

M  D  Consultants  (Pty)  Ltd. 

Mr  Karun  Kumar 

P/Bag  A-305 

Maseru  100.  LESOTHO 

PHONE:  317-609 

FAX:  266-50-310-130 

MEXICO 
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Ms  Guadalupe  Carrion 

Apdo.  Postal  22-860 

14050  Tlalpan,  D.F  MEXICO 

PHONE.  652-5377.  655-601 1 

FAX:  905-568-9921 

MOROCCO 

Centre  National  de  Documentation  of 
Morocco 

Mr  Battiwa  Lekbir 
B.P  826.  Haul  Agdal 
Rabat.  MOROCCO 
PHONE:  74944,  73131 
TLX  CND  31052  M 

THE  NETHERLANDS 

Bibliotheek  TU  Delft 

Mr.  R.  J  Zwart 

Schuttersveld  2 

261 1  MG  Delft 

THE  NETHERLANDS 

PHONE:  15-785-644.  789-1 1 1 

FAX:  311-515-8759 

NEW  ZEALAND 

R  Hill  and  Son 

Mr  Peter  J  Smith 

Ideal  House 

Eden  Street.  New  Market 

Auckland  1.  NEW  ZEALAND 

PHONE   524-8119 

FAX:  64-9-524-8067 

NIGERIA 

The  Director  FIIRO 
Mr.  R.O.  Sodipe 
Private  Mail  Bag  21023 
Ikeia.  NIGERIA 
PHONE  521-010.  523-260 
TLX  26006  FIIRO  NG 

PANAMA 

Grupo  de  Tecnologia  Apropiada 

Lie  Glenda  E  Bonamico 

Apartado  8046 

Panama  7,  PANAMA 

PHONE  61-73-53 

TLX  3282015  Stortex,  PA 

PERU 
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Mr  Raul  Faiardo 

Morelli217,  Oficina  204 

San  Boria,  PERU 

PHONE  511-070 

TLX   26043  NELAPSA  PE 
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Tech  &  L  ivelihood  Resource  Ctr 
Mr  Francisco  P  Cayco 
TRC  Bldg.  Sen  Gil  J  Puyal  Ave. 
Ext 

Makati.  Metro  Manila,  PHILIPPINES 
PHONE   818-7944:85-16-31 
TLX  64002  TLRC  PN 

PORTUGAL 

Consulplano  SA 

Mr  Miguel  Silva 

Division  de  Informacao  Tecnica 

Av  Frei  Miguel  Contreiras.  54-3 

P-1700  Lisbon  PORTUGAL 

PHONE  891187/8/9 

FAX  351-1-896738 

SINGAPORE 
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Mr  Lee  Pit  Teong 
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PHONE   226-0865,  289-8720 

FAX  65-288-1622 

SPAIN 

INFILE 

Sr  Fedenco  Pena 

Don  Ramon  de  la  Cruz,  101-  4°B 

28006  Madrid,  SPAIN 

PHONE  402-3236,  254-6958 

FAX:  341-402-4819 

SWEDEN 

Royal  Institute  of  Technology 
Library 
Studsuik 
Ms.  Vicki  Pell 
S-611-82 

Nykopmg,  SWEDEN 
PHONE:  155  21000 
FAX:  46-155-63044 

TAIWAN 

National  Science  Council 
Science  STechnology  Infor  Ctr 
Miss  Phoebe  W  L.  Wang 
PO  Box  91-37 
Taipei  10636,  TAIWAN 
PHONE  737-7649 
FAX  886-2-737-7664 

TANZANIA 

Tanzania  Commission  for  Science 
and  Technology 
Mr  Hamisi  M  Nguli 
PO  Box  4302 
Dar  es  Salaam.  TANZANIA 
PHONE:  25802,  20678 
TLX. 41177 

THAILAND 

Thailand  Management  Asso  (TMA) 

Miss  Wanweera  Rachdawong 

308  Silom  Road 

Bangkok  10500.  THAILAND 

PHONE  234-2624 

TLX   82831  STICORP 

TURKEY 

TUBITAK/TURDOK 

Mrs  Zerrm  Esensoy 

Director,  Documentation  Center 

Emek  Ishani,  No  95,  Kat.  16 

06420  Kizilay.  Ankara.  TURKEY 

PHONE:  125-6645 

FAX  90-4-117-5902 

VENEZUELA 

Sisleca  Teleinformatics 

Mr  Julian  Osca 

Parque  Central,  Edificio  Catuche 

Pasillo  1 .  Oficina  1 
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KEY  TELEPHONE  NUMBERS 

NTIS 

TO  PLACE  AN  ORDER 

Regular  service (703)  487-4650 

RUSH  service (800)  553-6847 

(in  Virginia) (703)  487-4650 

FAX (703)321-8547 

Telex 89-9405  or  6461 7 

OTHER  ASSISTANCE 

To  identify  a  title (703)  487-4780 

To  trace  an  order (703)  487-4660 

NTIS  Deposit  Accounts (703)  487-4064 

To  access  database (703)  487-4929 

TO  SUBMIT  DOCUMENTS (703)  487-4634 

FQI 

TO  PLACE  AN  ORDER 

Phone (202)376-3753 

FAX (202)376-3765 

GENERAL  INFORMATION 

ON  NETWORK (202)  376-3753 

-Database 

-Bulletin  Board 

-Bibliography 

GPO 

TO  PLACE  AN  ORDER (301)  953-7974 
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